PERSONNEL COMMITTEE
11-0199R
RESOLUTION APPROVING PROPOSED AMENDMENTS TO THE
SPECIFICATIONS FOR THE CIVIL SERVICE CLASSIFICATION OF
CUSTOMER RELATIONS SUPERVISOR.
CITY PROPOSAL:
RESOLVED, that the proposed amendments to the specifications for the civil
service classification of customer relations supervisor, which were approved by

the civil service board on November 3, 2010, and which are filed with the city

clerk as Public Document No. , are approved. This

classification shall remain subject to the city’s collective bargaining agreement

with its supervisory unit employees and compensated at Pay Ranges 1055-1085.

Approved for presentation to council:

NOnT

Department Director
Chief Administrative\Officer

Approved as to form: Approved:
s
(/) 4,
A%%orney Auditor )
HR TS:ao 4/14/2011

STATEMENT OF PURPOSE: The job description was updated to reflect current duties
of the classification. The pay rate negotiated for this classification is Pay
Ranges 1055-1085, pay rate of $4,418 to $5,958 per month. This is a change from
Pay Ranges 1045-1055, pay rate of $4,228 to $5,388 per month.



CUSTOMER RELATIONS SUPERVISOR

PURPOSE: To coordinate and supervise the werk-daily activities of assigned customer service
personnel #-for the Customer Services Division stthe-Rublic-\Werks-and-Uiilities-
Deparmentio ensure accurate and efficient completion of utility billing funclions.

FUNCTIONAL AREAS:

1. Plan, direst-supervise-and-evaluate organize, and coordinate the serdess activites and
operations grewéeekby—%%e of assigned personnel within the Customer Services Division-

persennel.
* A Supervise the gathering and processing of data used in Division operations to
ensure accuracy-and completeness.
% B, Review and verify utility account services and bill processing and perform guality
contrel audits in order fo insure accuracy of billing records.
% C. Update and maintain utility billing software and data integrity, including billing rale

file and various meler read reporls.
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D, Moa {or mal ﬁ‘iam and Snsure ‘Ehe proper functioning of the utility billing svstem;

s
ldentify and troubleshoot system issues:
% E. Test, control and verify enhancements fo ulility billing software applications.
sk F. Coordinate and provide systems training lo emplovees as needed,
* BG. Hesslve-eustomerdisputes-Respond fo escalated Inguirdes and requests from the

general public and business community, ascerdaining the needs of the customer
and providing appropriste assistance and information through friendly, professional

cusiomer service skills,

* £H.  Assistin depariment Bivisienst budget development and approve expenditures.
! Communicate and coordinate with internal and external agencies and the general
public in order to provide effective customer service.

* 4. Perform the dutles and responS|b|ht|es of Manager Customer Serwces in his/her

absence.

2. Supervise assigned siaff,

% A, Prioritize, assign and direct work and projects,

& B, Coordinate work schedules and approve or reject leave requesis,

& C Efeclively recommend the hire, transfer, assianment, promotion, reward, discipline
suspension, or discharge of assianad personnel.

% D, Establish work standards, provide coaching and feedback, and conduct emplovee
performance svaluations,

E. Provide for ongoing raining of emplovess in emerging methods, trends, and

techinologies. and proper and safe work methods and procedures,

% F, Monitor work sites 1o ensure compliance with established methods, quidelines,

standards and procedures,




% G, Effectively recommend adiustments or other actions in emploves grievances,

e H. Delegate authorily and responsibilifies o others as needed,

& L Disseminate instructions and information to emplovees throuch oral and wrillen
communications.
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e L E—&éa@%%@%--mr& 5%&{3%&”@@ -provide-cosshing-and-feedbackand sondust employee-
avalyations:

-LHecipine-assigned-persenncl as-nocessary:

-Frgvide-forthe tralning ol emplovessin-properand-safe-weorkemethads-and-

procedures:

o Fr—EHoctively-recommend-adivstmenis-or-other aclions-in-emploves-grievances:

* e Delegate-authoribe-and-responsibiiiiss-lo-others-as needed:

Erd - LS ORG-S ucHOns-and-information-lo-emplovess-through-oral-apd-writlen-
commupications:

JOB REQUIREMENTS

Education & Experience Requirements

+ A. Degree in Business Administration, Public Administration or a related field, plus
. two (2) years of progressively responsible, verifiable experience in office
management and administration; or a combination of education and experience
which is accepted as equivalent.

Knowledge Requirements

+ A. Knowledge of accepted supervisory and personnel management practices and the
ability to use them effectively.

¢ B. Knowledge of budgeting theory, methods, principles and practices.

¢ C. Knowledge of program planning, implementation, analysis and evaluation principles
and practices.

+ D. Extensive knowledge of the principles, methods and techniques used in
computerized billing, credit, and collection.

E. Knowledge of natural gas and water utility operations.

F. Knowledge of labor relations and labor agreements.

+ G. Knowledge of research and data analysis methods for the purpose of budget and
program management.

L Knowledge of local, state, and federal laws and regulations related to credit and
collection work and gas and water meter and appliance installation, operation and
repair.

¢ J. Knowledge of effective training methods.

Skill Requirements

¢ A Skill in supervising_and directing work of others in an open and participative work
environment,
5 B. Skill in evaluating, and analyzing operations and procedures related to division




Customer Relations Supervisor
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activities, including prioritizing, scheduling and coordinating work projects.
| 4 BC.  Skillin effectively communicating on a one-to-one basis or with groups for the
purpose of obtaining and providing information and for resolving conflicts.

| + &, Skillin preparing and presenting accurate and concise written and oral reports to
individuals and groups.
¢ PE.  Skill in superdsing-othersinterpersonal relations.
% F. Computer skills, specifically spreadsheet, word processing applications and utility

billing software

Ability Requirements

+ A. Ability to interpret and analyze data and descriptive statistics.

¢ B. Ability to establish and maintain effective working relationships with coworkers,
gther City staff, sutomers and the general public:staf-and-Gity-adminisirators.

¢ C. Ability to work independently to complete assignments with minimal information and
general instructions.

¢ D Ability to use good judament during emergency situations, such as unplanned events,
power outages, and sudden system failures,

% E. - Ability to design and deliver presentations.

% F. Ability to attend work on g regular basis.

- Fhysical Requirements

$ EA.  Ability to transport oneself to, from, -and around various werk-sites locations within
and outside the city.
¢ EB. Ability to transport light loads such as presentation materials weighing up to 25

pounds.
| Apilitgfo-o

* Essential functions of the position

¢ Job requirements necessary on the first day of employment
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Anist: Class: Union: Supervisory Pay: 8B

jeiny Res: EEQC: Skilled Craft EEOF: Utilites/Transportation | WC:




